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METHOD AND SYSTEM FOR SCHEDULED DELIVERY OF 
TRAINING TO CALL CENTER AGENTS 

FIELD OF THE INVENTION 

The present invention relates generally to call centers for 
managing customer communications and, more specifically, to non- 
disruptive delivery of content, such as training, to call center customer 
service agents. 

BACKGROUND OF THE INVENTION 

A call center is a system that enables a staff of call center 
agents to service telephone calls to or from the customers or other 
constituents of an organization. Typically, calls are distributed and 
connected to agents that are available at the time of the call or are 
otherwise most suited to handle the call. The call-distribution function, 
commonly referred to as automatic call distribution ("ACD"), is generally 
implemented in software that executes in a switching system, such as a 
private branch exchange, that connects customer calls to agent 
telephones. A workforce management ("WFM") component is often 
employed by a call center to schedule and manage agent staffing and call 
center capacity. 

More recently, computer-telephony integration ("CTI") has 
been widely employed in call centers. In a typical call center, a CTI 
component conveys telephony information, such as the telephone number 
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of the calling party and the identity of the agent to whom the call is 
connected, from the ACD switching system to other components of the 
call center system. The other components of the call center system 
typically use this information to send relevant database information, such 
5 as the account file of the calling party, across a local area network 
("LAN") or other communications network to a data terminal of the agent 
to whom the call is connected. The CTI component, other system 
components, and the LAN can also be used to deliver other information 
to the agents. 

10 More generally, the business function provided by a call 

center may be extended to other communications media and to contact 
with constituents of an organization other than customers. For example, 
an e-mail help desk may be employed by an organization to provide 
technical support to its employees. Web-based "chat"-type systems may 

15 be employed to provide information to sales prospects. When a 
broadband communications infrastructure is more widely deployed, 
systems for the delivery of broadband information, such as video 
information, to a broad range of constituents through constituent contact 
centers will likely be employed by many organizations. 

20 Agents in call centers and other constituent contact centers 

must be well-trained in order to maximize their productivity and 
effectiveness. Agent training must be intensive and frequent in centers 
that handle complex interactions with constituents or that change call 
scripts or other interaction programs often. In many situations, the 

25 quality and effectiveness of agent training may significantly drive the 
performance of the call center. 
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In conventional call centers, training is provided to call 
center agents through a variety of mechanisms. The supervisor of the call 
center may simply walk over to individual agents, or place telephone calls 
to the individual agents, and pass on new information to the agents 
5 personally. New information may be distributed by email, by an 
instructor in a classroom setting, or over an intranet. Alternatively, the 
information may be broadcast over a public announcement system or may 
be displayed on a large wall display at the front of the call center. New 
information may also be provided through a "chair drop" by which 

10 written information updates or training materials are handed to the agents 
for their consumption. 

More recently, automated methods for agent training and 
information updating have been developed. Computer-based training 
("CBT") involves the distribution of training programs to an agent's 

15 computer desktop. CBT may be distributed in a broadcast mode, with 
each agent receiving the same training at the same time. CBT may more 
effectively be deployed by allowing individual agents to access desktop 
training on their own schedule and at their own pace through self-directed 
CBT. In self-directed CBT, each agent takes the initiative to enter a 

20 training session, and the pace and content of the training can reflect 
individual agent learning rates and base knowledge. 

While computer-based training methods provide a 
significant improvement in training effectiveness, efficiency, and 
sophistication to call centers and other constituent contact centers, 

25 conventional CBT-based training regimens have significant drawbacks. 
Broadcast CBT systems require that a group of agents be diverted en 
masse from their customer interaction duties for a period of time, and 
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those systems do not accommodate large variations in learning rate or 
base knowledge among agents. While self-directed CBT enables agents 
to learn at their own pace and to enter training sessions when they wish, 
conventional self-directed training is not amenable to centralized 
5 management and control by the call center. For example, conventional 
self-directed CBT cannot be scheduled to avoid disrupting ongoing 
agent/customer interactions and is not integrated with call centerACD or 
workforce management systems. As a result, call centers employing 
conventional CBT techniques are often forced to make an unsatisfactory 
10 tradeoff between short-term call center performance and longer-term 
agent knowledge and effectiveness. 

SUMMARY OF THE INVENTION 

The present invention supports the scheduling and delivery 
15 of training or other information to an agent in a call center or other 
constituent contact environment. Agent schedule data from a workforce 
management component or agent workload data from a work distribution 
component (such as an ACD) may be analyzed to decide whether an 
agent is scheduled for training or available for training. 
20 According to one aspect of the invention, the user interface 

at the agent's system terminal may be monitored to determine whether 
the agent is interacting with constituents. If the agent is not busy, training 
materials or other information are delivered to the agent's desktop 
through the system's communications network. 
25 To avoid interference between a training session and the 

agent's customer call duties, the agent may be disconnected from the 
system's customer contact engine before delivery of the training 
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materials, according to another aspect of the invention. If call volume (or 
another metric) to the call center exceeds a predetermined threshold 
during the training session, the session may be discontinued so that the 
agent may return to his or her customer call duties. 
5 The invention can include software components for 

analyzing an organization's communications with its customers or other 
constituents. A scheduling component accepts agent work assignment 
data, analyzes the data to determine when the agent is scheduled to 
receive training or other information, and schedules the delivery of 

10 training material or other information to the agent. A monitoring 
component can monitor the agent's communications with customers to 
determine if the agent is available for training. A delivery component can 
deliver training materials or other information to the agent over a 
communications network when the agent is scheduled and/or available to 

15 receive the information. 

The present invention thus advantageously integrates 
workforce management and work distribution components of a call center 
to schedule and deliver training materials or other information to the 
agent without disrupting the agent's customer contact duties or otherwise 

20 reducing the performance of the call center. 

BRIEF DESCRIPTION OF THE DRAWINGS 

FIG. 1 is a block diagram illustrating a system for managing 
a computer-based customer call center system in accordance with an 
25 exemplary embodiment of the present invention. 
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FIG. 2 is a block diagram illustrating a system for the 
scheduling and delivery of training materials in accordance with an 
exemplary embodiment of the present invention. 

FIGS. 3 A, 3B, and 3C are flow charts indicating the steps in 
5 the methods for training a contact agent to perform constituent contact 
duties in accordance with an exemplary embodiment of the present 
invention. 

DETAILED DESCRIPTION OF THE EXEMPLARY 
10 EMBODIMENTS 

Turning now to the drawings, in which like numerals 
indicate like elements throughout the several figures, an exemplary 
embodiment of the invention will now be described in detail. The present 
invention is directed to the scheduled delivery of content, such as 

15 training, to a constituent contact agent, such as a call center agent. 
Although the preferred embodiment of the invention will be described 
with respect to the delivery of training materials to an agent in a call 
center, those skilled in the art will recognize that the invention may be 
utilized in connection with the scheduled delivery of a variety of 

20 information in other operating environments. 

FIG. 1 illustrates a computer system for managing a call 
center in which one advantageous embodiment of the present invention is 
implemented. A call center 10 includes a training system 20 operative to 
schedule and deliver training material to call center agents 40. In a 

25 typical application of the call center 10, a customer 30 calls via the public 
switched telephone network ("PSTN") or other network to the call center 
10. The customer call may be initiated in order to sign up for long 
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distance service, inquire about a credit card bill, or purchase a catalog 
item, for example. Through the PSTN 34, the call from the customer 30 
reaches an Automatic Call Distribution ("ACD") component 32 of the 
call center. The ACD component functions to distribute calls from 
5 customers to each of a number of call center agents 40 who have been 
assigned to answer customer calls, take orders from customers, or 
perform other duties. Agents are typically equipped with a phone 42 and 
a call center computer terminal 44 for accessing product information, 
customer information, or other information through a database. For 
10 example, in a call center implemented to support a clothing catalog, the 
terminal 44 for an agent could display information regarding a specific 
item of clothing when a customer 30 expresses an interest in purchasing 
that item. 

Customer phone calls and relevant database information are 
15 integrally managed by modem call centers 10 through what is known as 
computer/telephone integration ("CTI"). A CTI component 34 enables 
the call center 10 to extract information from the phone call itself and to 
integrate that information with database information. For example, the 
calling phone number of a customer 30 may be used in order to extract 
20 information regarding that customer stored in the call center database and 
to deliver that customer information to an agent 40 for the agent's use in 
interacting with the customer. CTI 34 may also interact with Intelligent 
Voice Response ("IVR") unit 36, for example to provide a touch- tone 
menu of options to a caller for directing the call to an appropriate agent. 
25 Depending on the nature and function of the call center, a 

constituent contact engine 38 is a software-based engine within the call 
center 10 that manages the interaction between customers and agents. 
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For example, the constituent contact engine 38 may sequence the agent 
40 through a series of information screens in response to the agent's 
information input during a customer call. The agent advantageously 
provides input to the constituent contact engine 38 through an agent user 
5 interface 46, which is typically a graphical user interface presented at a 
computer terminal 44. 

A typical call center 10 includes a Workforce Management 
("WFM") component 48. WFM component 48 is used to manage the 
staffing of agents 40 in the call center 10 so that call center productivity 

10 can be optimized. For example, the volume of calls into or out of a call 
center 10 may vary significantly during the day, during the week, or 
during the month. WFM component 48 preferably receives historical call 
volume data from ACD component 32. The WFM component 48 can 
determine an appropriate level of staffing of agents 40 so that call hold 

15 times are minimized, on the one hand, and so that agent overstaffing is 
avoided, on the other hand. 

In a typical call center, customer calls and interactions 
between customers and agents 40 are selectively sampled as part of a 
quality control program within the call center 10. This function is 

20 typically performed through a Quality Monitoring component 50 that 
monitors voice interaction through the agent's phone 42 and monitors 
information delivered through the system to the agent's terminal 44. In 
addition, Customer Relationship Management ("CRM") systems 52 are 
often employed in call centers for a variety of marketing or customer 

25 service functions. For example, a CRM system 52 may be used to 
suggest to a caller ordering a certain book that the caller may wish to 
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purchase other related books or other books that have been ordered by 
purchasers of the same book. 

The call center 10 includes a communications network 54 to 
interconnect and link the aforementioned components. For a call center 
5 in which all elements are located at the same site, for instance, a local 
area network may provide the backbone for the call center 
communications network 54. In call centers for which the elements are 
geographically dispersed, the communications network may comprise a 
wide area network, a virtual private network, a satellite communications 
10 network, or other communications network elements as are known in the 
art. 

The training system 20 according to one advantageous 
embodiment of the present invention is implemented in software and is 
installed in or associated with the call center computer system 1 0. By 

15 integration with the WFM component 48 and/or the CTI 34 of the call 
center, the training system 20 can deliver training material to agents 40 
via communications network 54 in scheduled batches. Integration with 
the WFM component 48 and the CTI 34 enables the training system 20 to 
deliver training materials to agents at times when those agents are 

20 available and when training will not adversely impact call center 
performance. The training system 20 is also preferably in communication 
with quality monitoring component 50 through the communications 
network 54 so that training materials may be delivered to those agents 
who are most in need of training. Proficient agents are thus spared the 

25 distraction of unneeded training, and training can be concentrated on 
those agents most in need. Advantageously, call center management may 
set pass/fail criteria within the quality monitoring component 50 to trigger 
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the scheduling of appropriate training to appropriate agents. This 
functionality may be provided via a rules engine implemented as part of 
the training system 20 or within the contact engine of the call center. By 
integrating with the CTI 34, the training system 20 can deliver training 
5 materials based on CTI-derived data such as customer call volume, 
independent of or complemented by the training schedule derived from 
the workforce management component 48 or the work distribution 
component 32. 

In another advantageous embodiment of the present 

10 invention, the training system 20 may be deployed on a stand-alone 
server located remotely from call center 10. For example, training system 
20 could be deployed to serve a number of independent call centers 10, 
such as in a "web services" business model. In such a remote 
deployment, the problems of integration with individual call center 

15 computer systems can be avoided and the training system 20 can be 
maintained at a single central location. 

A wide range of agent training scenarios can be supported by 
the training system 20. The training materials that are appropriate for a 
particular call center application can vary according to the call center 

20 function. The subject matter of training materials may also vary widely; 
for example, training materials may be focused on product information, 
phone etiquette, problem resolution, or other subjects. 

FIG. 2 is a block diagram illustrating a training system 20 
for the scheduling and delivery of training materials to call center agents 

25 40 in a call center 10. The training system includes a number of 
interoperable software modules. Training authoring tool 100 is a 
software module that enables the managers of a call center to develop 
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training materials, training courses, training quizzes, and other 
information to be delivered to agents 40 in the call center. Training 
system 20 preferably further includes a training management tool 102 that 
enables call center managers to assign agents to groups for training 
5 purposes, to assign training materials to individual groups, and to assign 
groups of courses to supersets of training groups. 

The training system 20 preferably further includes an 
information delivery tool 104 that determines when the training materials 
assigned by the training management tool 102 are to be delivered to 

10 agents. The information delivery tool 104 preferably receives agent 
workload data and call center load data from ACD 32 through CTI 34. 
The information delivery tool 104 also preferably receives agent schedule 
data from WFM 48. The training system further comprises information 
access tool 106 for delivering the training materials to agents over 

15 communications network 54 on a scheduled basis so as not to disrupt 
agent customer contact duties. Agent consumption of training and 
training quiz performance are tracked by the reporting module 108, which 
is preferably adapted to generate standard and custom reports to enable 
call center managers and supervisors to more effectively manage agent 

20 performance and training. 

Turning now to FIGS. 1, 2, and 3 A, the steps in a method for 
delivering scheduled training to a contact agent within a call center 
operating environment are illustrated in flow chart form. The method 
begins at step 200. At step 202, the information delivery tool 104 within 

25 training system 20 accepts agent schedule data from WFM component 48 
of the call center computer system 10. The agent schedule data may be in 
many forms, but in one example the data includes agent assignments to 
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the call center sorted by quarter-hour over a period of several days. At 
step 204, the training system 20 analyzes the agent schedule data 
provided by the WFM component 48 to determine whether the agent is 
scheduled for training. The method then proceeds to step 206; if the 
5 agent is not scheduled for training, the "No" branch of the flow chart is 
followed and the method returns. If the agent is scheduled for training, 
then the "Yes" branch is followed to step 208, where the agent's 
interaction with the agent user interface is monitored by information 
delivery tool 104 of the training system 20. For example, mouse 

10 movements or keyboard activity at the agent user interface can be 
monitored to determine whether the agent is handling a customer call. 
The method then proceeds to step 210, where the training system 20 
determines, from the user interface activity, whether or not the agent is 
available for training. If the agent is not available for training, the 

15 method proceeds through the "No" branch to a wait loop at step 211 and 
the agent's interaction with the agent user interface is again monitored at 
step 208. If the agent is available for training, the method proceeds 
through the "Yes" branch to step 212, at which step the agent is prompted 
by the training system that training is available. This prompt may, for 

20 example, take the form of a pop-up screen delivered to the agent's 
terminal displaying a message indicating that training is now available for 
the agent. 

The method then proceeds to step 214 at which step the 
training system 20 looks for an acknowledgment from the agent that the 
25 agent is ready for training. If the agent has not acknowledged by a 
certain predetermined time, for example, then the method proceeds 
through the "No" branch and returns. If the agent does acknowledge that 
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the agent is ready for training, the method proceeds through the "Yes" 
branch to step 218, at which step training materials are delivered to the 
agent by information access tool 106 within the training system 20 over 
the communications network 54, Preferably, the agent has logged off of 
5 the call center computer system contact engine 38 before the training 
materials are delivered. In this exemplary method, the training materials 
delivered can, for example, comprise a sequenced series of training 
segments each of limited duration that together form an integrated whole. 
Of course, the training materials can vary considerably from call center to 
10 call center as dictated by the function of the call center and the business 
supported by the call center 10. The training materials delivery step 218 
may be set to terminate after a predetermined amount of time. The 
method then terminates at step 220. 

Accordingly, the method according to one exemplary 
15 embodiment as illustrated in the flow diagram of FIG. 3 A accepts and 
analyzes agent schedule data provided from the WFM component of a 
call center computer system in order to non-disruptively schedule and 
deliver agent training. 

According to another advantageous embodiment, the steps in 
20 a method for managing a call center or other constituent contact system 
are illustrated in the flow diagram of FIG. 3B. According to this 
exemplary method, information from both the workforce management 
component 48 and the automatic call distribution component 32 are used 
by information delivery tool 104 within the training system 20 to non- 
25 disruptively schedule and deliver agent training. Referring now to FIGS. 
1, 2, and 3B, the method begins at step 240. At step 242, the information 
delivery tool 104 accepts agent schedule data from a workforce 



14 

management component 48 of the call center computer system 10. The 
method then proceeds to step 244, where the agent schedule data is 
analyzed by the training system, and then proceeds to step 246. If the 
training system 20 determines at step 246 that the agent is not scheduled 
5 for training, based on the analysis of the agent's schedule data, then the 
method proceeds through the "No" branch and returns. If the training 
system 20 determines at step 246 that the agent is scheduled for training, 
then the method proceeds through the "Yes" branch to step 248. 

The information delivery tool 104 of the training system 20 

10 accepts agent workload data at step 248 from the automatic call 
distribution component 32 or other work distribution component of the 
call center system. Moving to step 250, the training system 20 analyzes 
the agent workload data to determine whether the call center's workload 
metrics (such as call volume or hold time) exceed certain predetermined 

15 thresholds. If the call center or the individual agent are too busy for the 
agent to be available for training, the method proceeds through the"No" 
branch at step 252 and returns. If the analysis of the call center metrics 
indicates that the agent is available for training, the method proceeds 
through the "Yes" branch to step 254. 

20 At step 254, the training system 20 monitors the agent's 

interaction with the agent user interface, such as by monitoring mouse 
movements or terminal keystrokes. The training system 20 thereby 
determines whether or not the agent is available for training at step 256. 
If unavailable, the method proceeds through the "No" branch to the wait 

25 loop at step 258, and the agent's interaction with the agent user interface 
is again monitored at step 254. If the agent is available for training, the 
method proceeds through the "Yes" branch to step 260. 
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At step 260, the agent 40 is prompted by the training system 
20 that training is available. The prompt to the agent may, for example, 
be in the form of a pop-up screen delivered to the agent's terminal 44 
informing the agent that training is available. According to the method, 
5 the training system then waits for an acknowledgment by the agent that 
the agent is ready for training, as shown at step 262. If the agent does not 
acknowledge that it is available for training, the method proceeds through 
the "No" branch and returns. If and when the agent acknowledges the 
prompt, the method proceeds through the "Yes" branch to step 264 and 

10 the agent is disconnected from the contact engine 38 within the call center 
computer system 10 so that interference between the training session and 
customer calls can be avoided. At step 266, the information access tool 
106 of training system 20 delivers training materials to the agent 40 over 
the communications network 54. 

15 The information delivery tool 104 monitors the work 

distribution component 32 at step 267 and determines whether 
predetermined agent or call center workload thresholds are exceeded 
during training material delivery. If agent or call center thresholds are 
not exceeded, then training material delivery continues at step 266. If 

20 thresholds are exceeded at step 267, the agent is reconnected to call 
center contact engine 38 at step 268 to resume customer contact duties, 
and the method then terminates at step 270. 

The agent workload data provided by the ACD 32 or other 
work distribution component in the method illustrated in FIG. 3B may 

25 take many forms. For example, the agent workload data may simply 
indicate that the level of call center activity within the system exceeds a 
certain predetermined threshold, and that no training for any agent is 
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therefore appropriate at that time. As another example, the agent 
workload data may include individual workload data for each of several 
agents, indicating which, if any, agents are available for a training 
session. In any event, the agent workload data is preferably real-time or 
5 near real-time data reflecting the activity within the call center. 

Workload thresholds for all agents as a group or for 
individual agents may be set advantageously by the manager of the call 
center depending on the needs of the particular call center. For example, 
if reports from the quality monitoring component 50 indicate that the 

10 quality of call center interactions with customers has declined over the 
past week, the thresholds may be adjusted so that training is provided 
even when the call center is relatively busy. Advantageously, these 
thresholds may also be set automatically as a function of data supplied by 
the quality monitoring component 50. 

15 FIG. 3C illustrates the steps in a method according to 

another advantageous embodiment of the present invention. As shown in 
FIG. 3C, a method is provided for managing a constituent contact system 
for a call center based on workload data from a work distribution 
component, such as an ACD. 

20 Referring now to FIGS. 1, 2 and 3C, the method starts at step 

280. At step 282, the information delivery tool 104 of the training system 
accepts agent workload data from the ACD 32 or other work distribution 
component. At step 284, the training system 20 builds a workload data 
history from the agent workload data supplied by the ACD 32. The 

25 workload data history may comprise, for example, data indicating the 
activity for all agents as a whole or for individual agents as a function of 
recent time. This data is advantageously used by the training system to 
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predict when and if all agents or some agents should be available for 
training at some point in the future. For example, if the workload data 
history indicates that call volume drops significantly between 10 p.m. and 
midnight on Fridays, then the training system can predict that call volume 
5 will drop next Friday evening. The training system 20 can thereby 
determine if an agent should be available for training at some point in the 
future, such as next Friday evening, based on the workload data history. 

If the training system 20 determines at step 286 that the 
agent should be available at an upcoming time, the method proceeds 

10 through the "Yes" branch to step 287. If the system predicts at step 286 
that the agent will not be available at the upcoming time, the method 
proceeds through the "No" branch and returns. At step 287, the training 
system monitors predetermined agent and call center workload 
thresholds. If those thresholds are not exceeded, the system proceeds to 

15 step 288. If those workload thresholds are exceeded, the system returns 
to step 284 and updates the workload data history. 

At step 288, the training system 20 monitors the interaction 
of the agent 40 with the agent's user interface 46, such as mouse 
movements or keystrokes. If the training system 20 determines at step 

20 290 that the agent is not interacting with the agent's user interface 46, 
then the method proceeds through the "Yes" branch to step 294. If the 
agent is interacting with the agent's user interface, then the method 
proceeds through the "No" branch from step 290 to the wait loop at step 
292 and again monitors agent user interface activity at step 288. At step 

25 294, the system prompts the agent that training is available. If the agent 
does not acknowledge the prompt at step 296, the method returns. If the 
agent acknowledges the prompt at step 296, the system disconnects the 
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agent from the call center contact engine at step 298 and proceeds to step 
300. 

At step 300, training materials are delivered by the 
information access tool 106 to the agent 40 over the communications 
5 network 54. Workload metrics for the agents in the call center and for the 
call center as a whole are monitored according to step 302; if the 
workloads exceed predetermined thresholds, then the method proceeds 
through the "No" branch back to step 300 and the delivery of training 
materials continues. If, on the other hand, the workload levels through 

10 the training system increase beyond a predetermined threshold or a 
predetermined length for the training session is exceeded during the 
delivery of training materials to the agent, then the method proceeds 
through the "Yes" branch to step 304, and the agent is reconnected to the 
call center contact engine so that the agent can return to handling 

15 customer calls. The method ends at step 306. 

It should be emphasized that the illustration of a call center 
environment in the preceding discussion is an example of one common 
application that can take advantage of the present invention, but that the 
present invention is not limited to call centers or to the delivery of 

20 training materials. The methods provided by the present invention can be 
applied in any constituent contact environment and may include a variety 
of media through which contact with constituents may be made by the 
constituent contact system. For example, constituents may include, in 
addition to customers, the employees of an organization, sales 

25 representatives of an organization, suppliers of an organization, 
contractors of an organization, or other constituents. 
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Moreover, according to the present invention, the medium of 
communication between the system and the constituents may include 
voice contact over the public switched telephone network, e-mail 
communications provided through the Internet, Internet-based "chat" 
5 contact, video communications provided over the Internet or over private 
broadband networks, or other communications media and forms as are 
known in the art. 

In addition, the method provided by the present invention 
includes the delivery of a broad range of information to constituent 

10 contact agents. In addition to the training materials described above by 
way of example, any sort of information amenable to distribution via a 
digital communications network may be delivered in accordance with the 
present invention. For example, news information, real-time video, 
sporting event information, music, conference call voice and video 

15 information, or other text, audio, video, graphics, or other information 
may be delivered without departing from the invention. 

According to another aspect of the invention, a computer 
readable medium having computer executable instructions is provided 
that includes software components adapted to perform steps 

20 corresponding to the steps in the methods described above. According to 
one advantageous embodiment, a scheduling component, a monitoring 
component and a delivery component are provided. The scheduling 
component accepts agent schedule data from the training system or the 
other constituent contact system, including data regarding the assignment 

25 of an agent within the organization to perform communications duties via 
the system. The scheduling component also analyzes the agent schedule 
data to determine when the agent is scheduled to receive information and 
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to schedule an information delivery session for the agent. The monitoring 
component monitors the agent's communications with constituents, such 
as through monitoring a user interface, in order to determine whether or 
not the agent is available to receive the information. The delivery 
5 component is adapted to deliver information to the agent over the 
communications network at times when the agent is scheduled to receive 
information as well as available to receive information. 

In summary, the present invention can schedule and deliver 
training or other information to agents in a call center or other constituent 

10 contact system. Training materials or other information may be 
scheduled and delivered to an agent without disrupting the agent's 
customer contact duties. Agent schedule data from a workforce 
management component or agent workload data from a work distribution 
component may be analyzed to decide whether or not an agent is 

15 scheduled for training or available for training. The user interface on the 
agent's terminal may be monitored by the training system 20 to determine 
whether the agent is busy interacting with constituents. If the agent is not 
busy, training materials or other information may be delivered to the 
agent's desktop through the system's communications network. To avoid 

20 interference between a training session and the agent's customer call 
duties, the agent may be disconnected from the system's customer contact 
engine before delivery of the training materials. If the call center's call 
volume or other metric exceeds a predetermined threshold during the 
training session, the session may be discontinued so that the agent may 

25 return to the agent's customer call duties. 

From the foregoing, it will be appreciated that the preferred 
embodiment of the present invention overcomes the limitations of the 
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prior art described herein. From the description of the preferred 
embodiment, equivalents of the elements shown therein will suggest 
themselves to those skilled in the art, and ways of constructing other 
embodiments of the present invention will suggest themselves to 
practitioners of the art. Therefore, the scope of the present invention is to 
be limited only by the claims below. 



